


tractor’s “Rx Choices” pilot program in fall
2000, designed to save subscribers and Plan
money on medication by identifying lower-
cost alternatives. During the first six
months of participation in this program,
there was an 18.5% conversion rate to a
lower-cost drug.

e The Materials Management Office
launched a new customer comment feature
that allows government entities that are
using state contracts to report problems or
concerns they have with vendors.

e Provided updated anti-harassment training

to all supervisors and managers throughout

the Board. Approximately 300 employees
participated.

Developed an automated state government

employee recruitment system that will dra-

matically improve the process by which
people apply for state jobs. The system is

set to launch in September 2007.

o The State Health Plan implemented “below
market” rate increases for the third con-
secutive year and the State Health Plan
continues to have adequate financial re-

Executive Summary

The fundamental purpose of Budget and Con-
trol Board programs is to help state and local
governments across South Carolina maximize
their ability to serve the public. This goal is em-
bodied in our vision statement: “We Make
Government Better.” We aim to achieve this
goal by continuously improving the quality and
efficiency of the support services that we pro-
vide.

During the past year, the Board:

e Overhauled the entire system of new em-
ployee orientation to ensure that Board
employees have the information they need °
and understand the agency’s commitment
to customer service.

e At no cost to the state, the Chief Informa-
tion Officer Division’s SC.gov portal ini-
tiative helped develop a new campaign fi-
nance reporting system with the South
Carolina State Ethics Commission. SC.gov
also won Elite Achiever Award from the

South Carolina Chapter of the Govern- SErves. g
ment Management Information Sciences ~ * Real Property :
Management

for the "implementation of creative infor-
mation technology."
e Developed the South Carolina Enterprise

negotiated a
new lease for

Information System (SCEIS) Agency Ad- the Depart-
vocate program, which offers project- ment of In-
management assistance to agencies prepar- surance that
ing to adopt the SCEIS program to over- led toare-
haul state government’s back-office sys- duction of
floor space

tems. Each agency will work closely with a
certified project manager to help plan and
manage its roll-out preparation.

e The Employee Insurance Program (EIP)
implemented myBenefits, an on-line sub-
scriber access program that will allow State
Health Plan members to make changes to
their insurance coverage via the Internet

needed by the Fair at the State Museum Atrinm.
agency, re-
duced their cost per square foot, saving
more than $240,000 per year.

e Sold 17 surplus property parcels with a to-
tal value of $1,448,120.

e The Office of Human Resources hosted

during the October 2007 enrollment pe-
riod.
EIP elected to participate in pharmacy con-

the annual State Government Career Fair,
which brought together state agencies and
thousands of job candidates.



The Confederate Relic Room and Military
History Museum conducted the most suc-
cessful fundraising effort in its history, rais-

mittee in the administration of a survey of
attorneys in public service agencies.
The Confederate Relic Room and Military

ing $110,000 to purchase a collection of
rare diplomatic papers.

e Worked closely with the Retirement Sys-
tems Investment Commission, the State
Treasurer’s Office and the Bank of New
York, to establish new procedures to im-
prove financial reporting for new types of
investments permitted by recent changes to
the state Constitution.

e Last year, the State Health Plan’s new
smoking cessation program enrolled 2,170
persons, and the first set of outcomes data
indicated 89% of program participants at-
tempted to quit tobacco, and 49% of par-
ticipants reported actually quitting tobacco
use.

e The Office of Human Resources con-
ducted employee satisfaction or recruit-
ment studies for the Department of Agri-
culture, the Department of Social Services,
the Department of Insurance and the Divi-
sion of the State CIO. Additional support
was provided to the Senate Finance Com-

Museum launched a traveling exhibit for
Write from the Front, an ongoing effort to
collect emails and other artifacts from
South Carolinians on active duty in the
Middle East. More than 45,000 people
viewed the traveling exhibit in 2006-07,
which kicked off with a ceremony Septem-
ber 11, 2006.

J SOUTH
CAROLINA
CONFEDERATE
RELIC ROOM
& MUSEUM

Control Bosre

South Carote

Dale and Ann Hampton present U.S. Rep. Joe Wilson a uniform that belonged to
their danghter Kimberly, the first female pilot to die during the Iraqg War. The donation
was made during a September 11, 2006 event to launch the Write from the Front trav-
eling exhibit.
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Organizational Profile

The primary purpose of the Budget and Con-
trol Board is to help state and local entities
serve the citizens of South Carolina. Through
leadership, policy direction, data analysis and
value-added services, the Board improves the
efficiency of government. In most cases, the
Board does not provide direct service delivery
to the public. Instead, we make government
better by maximizing the effectiveness and
efficiency of those agencies that do.

The agency is led by the five members of the
Budget and Control Board. Chaired by Gover-
nor Mark Sanford, the Board sets policy under
the authority granted to it by the General As-
sembly. This includes oversight of state fi-
nance, purchasing, personnel and real property
transactions. The Board, which meets about 10
times annually, also serves as trustee for the
South Carolina Retirement Systems. The Board
carries out its duties through the Executive Di-
rector and various Board programs, which are
established and governed by state law and regu-
lations.

Major Products/Services and How They
are Provided

Budget and Control Board
products and services reach
all state and local govern-
ments and school districts
as well as employees and

_ retirees of these entities.

" Board customers expect
reliable, affordable services
~ and products.

Key products include:

e Health, dental and life insurance for state
and local public sector employees via con-

tracts with third-party providers.
Retirement and disability benefits for state
and local workers directly administered by
the South Carolina Retirement Systems.
Maintenance of state buildings, including
the State House and the Governor’s Man-
sion, by the staff of the General Services
Division and outside contractors. General
Services also directly operates the statewide
Agency Mail, Fleet and Surplus Property
programs and assists agencies in obtaining
leased office space at the best possible
price.

Property, liability and
casualty insurance for
public workers, vehi-

provided by the Insur- |
ance Reserve Fund by
direct underwriting
and reinsurance pur-
chased from outside
vendors.

The staft of the Office
of Human Resources provides state agen-
cies with consulting, policy development,
training, recruitment, grievance and media-
tion services and oversight of the state pay
system to help foster a diverse, high per-
formance workforce.

The Division of the State Chief Informa-
tion officer provides telephone, network,
data center operations, applications devel-
opment, I'T procurement and I'T manage-
ment services through direct services and
third party contractors.

The Materials Management Office provides
effective and efficient procurement of
goods and services for state agencies.
MMO’s Office of the State Engineer assists
and monitors public construction and
safety services.

The Office of State Budget provides assis-
tance to the Governor and General Assem-
bly in the development and oversight of




the annual appropriations act. This includes
requests for funds, allocations of funds,
and the responsible utilization of funds to
achieve the needs of state government.

e The Office of Local Government provides
oversight of state and federal grants and
loans for water and sewer projects. These
projects protect public health and support
economic development.

e The State Energy Office works to improve
public sector energy efficiency through
grants and partnerships. A unit of the of-
fice also oversees certain aspects of the
Barnwell low-level nuclear waste facility.

e The Office of Research and Statistics gath-
ers, analyzes and publishes data vital to the
social, health, and economic well-being of
South Carolina. The office includes sec-

tions focusing on economic re-

search, demographics, mapping,
and health data. It also works

@ with other agencies, non-profits

and the medical community to

e prevent overlap and duplication

i of data gathering activities.

e The Executive Institute pro-

vides high-quality executive de-

| velopment training to state

agency heads, rising leaders from

state and local agencies and the
private sector.

Key customers include the General Assembly,
the Governor, Board members, other elected
officials, all state agencies, local governmental
entities, public schools, and state and local em-
ployees.

The Board’s key suppliers/partners include:

e Vendors who are registered with the Mate-
rials Management Office and the I'T Man-
agement Office, and any other business
that desires to seek a state contract.

o Contractors selected to conduct specialized

maintenance and repairs on state buildings.
State agencies, cities, counties and school
districts who remit contributions, enroll
members and provide verification informa-
tion to the Retirement Systems.

Hospitals, dentists, doctors and other
medical care providers under contract with
the State Health Plan.

Computer technology and telecommunica-
tion firms who contract with the State
CIO.

Federal agencies that supply
funds for infrastructure devel-
opment.

Firms that administer claims and
benefits for the State Health
Plan and the Insurance Reserve
Fund.

Health care agencies, private
businesses and non-profit groups who
partner with the Office of Research and
Statistics on collaborative projects.

Budget and Control Board
Key Challenges for 2006-07

Find and retain excellent employees.

Secure funding for the deferred mainte-
nance of state buildings and the

turther development of the SCEIS project.

To continue to reduce the workforce and
use technology to maintain or improve the

delivery of services.

To continue to find ways to
reduce expenditures
while improving services



Key External Governor’s
Customers Office

General Services
Retirement
Human Resources
CIO

Insurance and
Grants

Research and
Statistics

Internal
Operations

Budget Office

Executive
Institute

General Counsel

Confederate Relic
Room

2006-07 Annual Accountability Report

Local Gov- Higher
ernment/ Education
Schools

X X
X X
X X
X X
X

X

X X
X X




General Services Facilities Management. Provides maintenance setvices for state-owned

1201 Main St. buildings.
1441 Boston Ave. 5 . 5
1942 Taurel St. Fleet. Coordinates purchase, maintenance and rental of state vehicles.
921 Main St.
: » 1201 Pendleton St. Agency Mail. Operates statewide overnight mail delivery service for state
ey 140 Stoneridge Dr. and local agencies.
516 Senate St.
B 1535 Confederate Ave.
1026 Samter St. Surplus Property. Sells surplus state and federal property.
i
2 ..
Real Property Services. Assists agencies in obtaining office space.
STATE OF S.C,
Operates defined contribution and defined benefit retirement plans for state,
city, county and school district employees.
202 Arbor Lake Drive
Insurance & Grants State Health Plan. Provides heath and dental insurance for state, local and
1201 Main St. school district employees.
1122 Lady St.

Insurance Reserve Fund. Issues property, casualty and liability insurance for
state agencies, local governments and school districts.

Office of Local Government. Provides grants and loans for local water and

sewer projects.

State Energy Office. Creates partnerships to improve energy efficiency.

Chief Information

Officer Provides voice, data and other information technology services for South

Carolina government.
4430 Broad River Road

1026 Sumter St.
171 Moultrie St., Chatleston
Wade Hampton Building

Procurement MatenaAls Management Office. Operates state system for purchasing goods
. and services.
Services
1201 Main ST. Office of the State Engineer. Monitors state construction projects.
171 Ashley Blvd., Chatleston
800 University Way, Spartanburg

State Budget Office. Supportts the legislative and gubernatorial budget proc-

Budget & Analyses ess.

1201 Main St.

1401 Senate St. Office of Human Resources. Provides consulting, training, recruitment and
5 Geology Road other personnel services for state agencies.

1919 Blanding St.

1201 Main St.

1000 Assembly St Office of Research and Statistics. Uses data to improve public and private
301 Gervais St. social, economic and economic outcomes in South Carolina.

Confederate Relic Room and Military Museum. Operates South Carolina’s
military history museum.

Board of Economic Advisors. Forecasts state revenues.

Other Board Un its Internal Operations. Provides financial and human resource services to Board

offices.
1201 Main St..

Internal Audit. Conducts financial and performance audits of Board pro-
grams.

Executive Institute. Offers leadership training for rising public and private
sector leaders.

General Counsel.. Provides legal services to Board programs.



Number of Budget and Control
Board Employees

1,226

1,156
1,133 1,136 4 193
I I I I 1,088 1,094

2000- 2001- 2002- 2003- 2004- 2005- 2006-
01 02 03 04 05 06 07

Budget and Control Board Employees by
Category

O Undassified FTE 48
&\ B Classified FTE 1,046
O Temporary 74
O Time-Limited 57
B Grant 1

O Contract 166

Budget and Control Board Recurring
General Fund Budget

$33,862,344

$28,791,186
$27,264,969

$29,385,424

$20,881,654

$23,286,037 $21,865,927

2000- 2001- 2002- 2003- 2004- 2005- 2006-
01 02 03 04 05 06 07

For FY 2008, the Budget and Control Board received a new appropriation of
$5,000,000 to assist first responders with user fees for an interoperable statewide
800 MHz communications system. In addition the Boatd received a $2,435,910
appropriation to maximize the state's 5 to federal 1 match for loans to political
subdivisions for water and sewer projects.



Organizational Structure of the
Budget and Control Board

State Auditor
Executive Director
Frank Fusco*
Retirement Systems :
Investment Internal Audit &
Co ission Performance Review
Board Secretary General Counsel Vacant
Delbert Singleton Ed Evans
*Henry White served as
Executive Director from
January 30-August 3,
; 2007
Chief of Staff
FEddie Gunn
Office of Internal Executive Institute
Operations
Stephen Elliott Tina Hatchell
General Services Budget & Analyses Retirement Insurance & Grants Procurement Setvices State CIO
Division Division Division Setvices Division Division Division
Rich Roberson Vacant PeggyBoykin Tom Lucht Delbert Singleton Dr. Jim Bryant

Ed Evans Tom Lucht Jim Bryant Frank Fusco Eddie Gunn Peggy Boykin Rl'dj‘ Roberson Delbert Singleton
General Counsel Insurance & Grants Chief Information Executive Director Chief of Staff leeftOf_ Director “_f Director of
Officer South Carolina General Services Procurement
Retirement Systems

Services and
Secretary to the
Board
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Base Budget Expenditures and Appropriations

2005-06 Actual
Expenditures

2006-07 Actual
Expenditures

2007-08 Appropriations
Act

Major Budget
Categories

Total Funds General
Funds

Total Funds General
Funds

Total Funds General
Funds

Personal
Setvices

Other Operating
Special Items

Permanent
Improvements

Debt Services

Distributions to
Subdivisions

Fringe Benefits

Non-recurring

$56,422,199  $8,913,422

$82,032,730 $5,898,691
$12,693,524 $2,314,955
$2,729,494 0
$327,840 $111,857

$4,391,389 $1,094,090

$14,787,128  $2,265,882

$14,426,938 $528,394

$57,385,501  $10,230,276

$97,372,295  $7,683,337
$14,766,980  $2,366,099
$2,781,201 0
$2,001,138 0

$6,977,087 $3,718,090

$15,446,822 $2,620,363

$39,848,465 $1,413,960

$64,954720  $11,532,883

$98,973,045  $7,560,107
$21,393,151  $8,193,151
$2,700,000 0
$3,661,655 0

$10,326,144 $6,2606,144

$18,590,086  $3,341,734

0 0

TOTAL

$187,811,242  $21,127,291

$236,579,498  $28,032,125

$220,598,801  $36,854,019

Note: These figures include pass-through funds designated for other agencies.

Other Expenditures

Source of Funds 2005-06 Actual 2006-07 Actual
Expenditures Expenditures
Supplemental $2,511,845 $18,402,876
Bills
Capital Reserve $3,445,484 $9,364,303
Funds
Bonds $1,807 $220,698
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Major Program Areas

Program Major Program Area FY 05-06 FY 06-07
Number Purpose Budget Expenditures Budget Expenditures
and Title
State: 6,802 State: 175,809
To provide network services in the areas of
VIILB - CIO Op- |voice, video and data connectivity to state Federal: 1,697,910 Federal: 1,751,397
e‘ra‘tions: Connec- agencies and local governments and to PO | S her: 34.730,828 Other: 43,961,138
tivity vide local and long distance telephone service,
internet access and network connectivity. ‘Total: 36.444.540 ‘Total: 45 888.344
% of Total Budget: 23% % of Total Budget: 19%
State: 2,353,532 State: 2,353,532
To provide centralized mechanical, mainte-  |Federal: - Federal:
V.B. - Facilities nance, custodial, energy, environmental, and
Management horticulture services for state-owned build- ~ [Other: 26,899,300 Other: 27,223,642
ings and grounds. Total: 29,252,832 Total: 29,577,174
% of Total Budget: 15% % of Total Budget: 13%
State: State:
To provide motor vehicles through short-  [Federal: Federal:
V.E. - State Fleet  |term motor pool and long-term leases for
Management state agencies' use in performing official busi- Other: 19,244,453 Other: 28,152,485
ness
Total: 19,244,453 Total: 28,152,485
% of Total Budget: 8% % of Total Budget: 12%
State: State:
VIILB - CIO Op- To prf)vide fiata process-ing.services for state |Federal: Federal:
cations: Data Proc. [AEEncies to include applications development,
Zssing ’ security, disaster recovery, help desk, and Other: 18,676,812 Other: 18,685,498
OUfput management services. Total: 18,676,812 Total: 18,685,498
% of Total Budget: 9% % of Total Budget: 8%
State: 50,000 State: 50,000
To administer a comprehensive program of  |gederal: Federal:
IX - SC Retirement retjre}nent benefits responsive to the n‘eeds of 16,802,508
Susterns public employees and to perform fiduciary Other: 16.042.497 Other: 6.024.497
y duties as stewatds of the contributions and T e
disbursements of the pension trust funds. Total: 16.074.497 Total: 16.852.508
% of Total Budget: 9% % of Total Budget: 7%
State: State:
To provide cost effective insurance benefits  [Federal: Federal:
! to employees and retirees of public sector
;]H'B - Employee 1} ployers in South Carolina to include Other: 8,722,512 Other: 9,095,439
fsurance health, dental, life, long-term disability, long-
term care and flexible spending accounts. Total: 8,722,512 Total: 9,095,439
% of Total Budget: 4% % of Total Budget: 5%
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VIILC - IT State: 2,716,256 State: 5,467,744
Plaﬂ;’liﬂ_g and As part of the SCEIS project, to pro- Federal: Federal:
Management [-O¢ €5t cfficiencies, enable data shar- |y p 4,603,290 Other: 3,176,722
Services: ing and promote interoperability among
ervices: state agencies. Total: 7,319,546 Total:
SCEIS
% of Total Budget: 3% % of Total Budget: 4%
State: 1,495,604 State: 4,088,963
VILC . Of. |Fo provide grants, loans and technical  |Federal: 535,105 Federal: 1,455,144
’ ist for water and t project
fice of Local [° S tANCE 10T WATEE aNd SCWEL Projects g, oo, 2,713,400 Other: 2,133,253
G ) that protect public health and support
OVERIIERT . conomic development. Total: 4,744,109 Total: 7,145,219
% of Total Budget: 2% % of Total Budget: 3%
‘To gather, analyze and publish data vital State: 2,676,878 State: 2,760,845
IV.B. - Office|t© the social, health, & economic well g 4 . 699,141 Federal: 611,607
of Research being of South Carolina and to work
. |with other agencies to prevent overlap ~[Other: 3,159,446 Other: 3,772,767
and Statistics . . L.
and duplication of data gathering activi- [Total: 6,535,465 Total: 7,145,219
ties.
% of Total Budget: 3% % of Total Budget: 3%
T . Ih ‘ State: 2,888,088 State: 3,260,073
o provide central human resources for
IV.D. - Of- . . .
fice of [y |fate government in the areas of consult- [Federal: Federal:
man Re- ing, policy development, training, re- Other: 1,898,778 Other: 1,668,341
sources cruitment, grievance, mediation and Total: 4,786,866 Total: 4928414
state pay.
% of Total Budget: 3% % of Total Budget: 3%
To provide property and liability insur- |State: State:
VILA - Of-  |ance to qualified governmental entities  |Federal: Federal:
fice of Insur- |in the state of SC, to include the under-
ceon nsu Jhe state 0F St, T0 INAUAC Tae URACE gy er: 4.856,060 Other: 4,452,080
ance Reserve |writing of policies, reinsurance, rate de-
Fund velopment and settlement and defense  |[Total: 4,856,060 Total: 4,452,080
of claims. % of Total Budget: 3% % of Total Budget: 2%
. . State: 1,929,950 State: 2,185,751
'To provide centralized procurement
VI - Procure expertise and services to all public pro- [Federal: Federal: -
’ . |curement officials and provide Building [Other: 1,243,722 Other: 1,303,046
ment Services Code and Life Safety Revi d
ode and Lite safety Reviews and €x- g ), 3,173,722 Total: 3,488,797
pertise.
% of Total Budget: 1% % of Total Budget: 1%
State: 2,128,459 State: 2,372,420
‘To support the Governor, General As-
IV.D. - State [sembly, and the Budget and Control Federal: Federal:
Budget Of-  |Board in the development and imple-  |Other: 4,808 Other:
fice mentation of the annual state budget Total: 2,133,267 Total: 2,372,420
and other fiscal mattets.
% of Total Budget: 1% % of Total Budget: 1%
‘To promote energy efficiency and cost State: State:
VIID - En savings through financial assistance, Federal: 1,098,182 Federal: 921,004
eray Office energy au(.:th, technlf:al assistance, work- | her: 1,193,092 Other: 1,184,390
shops, training, publications and other
activities. Total: 2,291,274 Total: 2,105,394
% of Total Budget: 2% % of Total Budget: 1%
Executive Director, Internal Operations, Comptroller General/State Treasurer Data
Processing Pass Through, Civil Contingent Fund, Base Closure, Brandenburg Coot-
dination Committee, Southern Maritime Collection, Agency Support, Executive
Institute, Confederate Relic Room and Military Museum, Board of Economic Advi- State: 4,881,722 State: 5,316,988
sors, Internal Audit and Performance Review, General Counsel, Gambling Disor-
ders, Intra—Agency Mail, Surplu§ Property, Parking, Adoption Assistance, Leasin'g Federal: 278,691 Federal: 3,322,302
and Property Setvicess I'T\Planning & Project Management, IT Procurement, Print 3
Shop, Non—Bpnds SPIRS Proje?ts al_nd .lncrea.lsed Enfor.cemfent Pas_s _Thr?ugh ac- Other: 18,394,874 Other: 38,874,610
counts of Reimbursement for Graniteville Disaster Relief, Competitive Grants,
Central Carolina Allied Health Service Center, Conway Maintenance Shop Renova- ‘Total: 23,555,287 ‘Total: 47,513,900
tions, Anderson County Health Depart. Roof Replacement & Magistrate Court Bldg,
Edgefield Building Renovations, and Dotchester Interfaith Outreach Ministry % of Total Budget: 14% % of Total Budget: 14%




Strategic Planning

Return on investment.

Program Supported Agency Related FY 06-07 Key Cross
Number Strategic Planning Key Agency References for
and Title Goal/Objective Action Plan/Initiative(s) Performance Meas-
gHLB - CIO Customer satisfaction.
peranqng Need new here Pages 34, 35.
Connectivity .
and K-12. Return on investment.
Customer satisfaction.
V.B. - Facilities Return on investment. Maintained state buildings below public and private Pages 31,32.
Management sector cost benchmarks.
V.E. State Fleet Return on Investment Maintained Fleet daily motor pool rates below private Pages 31, 32.
Management sector benchmarks.
\(])IH'B B CIO Customer satisfaction.
perations: Need new here Pages 34, 35.
Data Process- .
ing Return on investment.
Customer satisfaction.
IX - SC Retire- Return on investment. Need new here Page 33.
ment Systems
Enhance security and privacy.
VILB - Em-  |Customer satisfaction. Employee premiums remained stable for third
ployee Insur- straight year. Launched new online benefits enroll- Page 36.
ance Return on investment. ment system.
VIIL.C - IT ‘The SCEIS project moved from blueprint phase to
Planning and implementation phase; the hardware and software
Management [Customer satisfaction. infrastructure was installed. A “Solution Center” was Pages 34, 35.
Services: opened to permit agency hands-on testing of the new
SCEIS system.
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Strategic Planning

Return on investment.

Program Supported Agency Related FY 06-07 Key Cross
Number Strategic Planning Key Agency References for
and Title Goal/Obijective Action Plan/Initiative(s) Performance
‘The office continued to operate in an efficient man-
VII.C - Office ner. Prudent loan decisions and portfolio manage-
of Local Gov- | Return on investment. ment provided by the Revolving Loan Programs re- Page 38.
ernment sulted in no late payments or defaults for 2006-07 or
any prior year since inception.
IV.B - Re- Customer satisfaction. Conti devel . o health and .
search and ontinues to develop pioneering health and mapping Page 41,
o ) research projects.
Statistics Return on investment.
Customer satisfaction.
IV.D - Office Launched development of online job application sys-
of Human Re- |Employee well-being. tem. Led national effort to develop human resources Page 39.
sources benchmarks.

VIL.A - Office
of Insurance
Reserve Fund

Return on investment.

Program continues to operate efficiently and to offer
rates well below what is available from the private
sector.

Pages 306, 37, 38.

Return on investment.

Conducted significant training for agencies and ven-

Office

cost savings. This office also promoted the increase
in the usage of alternative energy sources in order to
replace petroleum with clean burning fuels.

VI- Procqre— Customer satisfaction. dors. Contracting and negotiation saved the state Pages 40.
ment Services .
$51.3 million.
IV.D - State . . . . . .
Budget Office Customer satisfaction. Continued to provide quality customer service. Page 42.
‘The Energy Office continued to promote energy
efficiency and cost savings with energy improvements
VIL.D Energy Return on investment. to public facilities projected to provide significant Page 38.
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1.0 Leadership

1. How do senior leaders set, deploy and en-
sure two-way communication for: a) short
and long term direction; b) performance ex-
pectations; c) organizational values; d) em-
powerment and innovation; €) organizational
and employee learning; and, f) ethical be-
havior.

Please note that this report has been developed
under the leadership of Executive Director
Frank Fusco. Henry White had served as Execu-
tive Director from January 30 to August 3, 2007
and some of the activities in this report took
place during Mr. White’s tenure.

The Executive Director participates in a Baldrige
orientation for new Board employees. During
these three-hour sessions for all new staff, he
explains the agency’s deployment of the Baldrige
concepts, the Board’s three strategic objectives
and how the annual accountability report is used
within the agency. The Board’s Director of Em-
ployee Development has updated the Baldrige
orientation program to have a greater focus on
the goals of listening, learning, improving and
measuring results. All Board programs begin
with a focus on customers and customer service
is the first of the agency’s objectives.

Board managers discuss strategic issues at the annual leadership retreat
in January.

2. How do senior leaders establish and pro-
mote a focus on customers and other stake-
holders?

During the annual senior leadership retreat, the
Executive Director presented the group with a
chart featuring an ear, an apple and an arrow
pointing up. This symbolized the agency’s com-
mitment to lis-
tening to cus-
tomers, learning
from them and
striving to con-
tinuously im-

Agency Head
Evaluation

Prepare Annual
Accountability
Report

prove. At the

retreat, all

Annual
Assessment of
Accountability

Report

Results
Tracking

Baldrige

System and

agency manag-
ers shared their
key measures
and customer-
focused accom-
plishments with
the group.
Agency-wide
issues were dis-
cussed in view
of how they will
impact the direct delivery of services throughout
the year. Any complaints or concerns received
by the Executive Director involving customer
service are fully analyzed and resolved.

Training

Action Plans

Strategic Plan
+ Update and Key
Objectives

g

Using the Baldrige Criteria to Assess the
Annual Accountability Report
and Drive Continuous Improvement

3. How does the organization address the
current and potential impact on the public of

| its products, programs, services, facilities

and operations, including associated risks?
The biggest responsibility of the Board is to be a
good steward of public funds, and the agency
has in place strong legal and auditing compo-
nents to ensure that all legal and regulatory stan-
dards are met. The Executive Director and sen-
ior leadership consistently emphasize to all em-
ployees that it is their duty to live up to the high-
est standards of ethical behavior.
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4. How do senior leaders maintain fiscal,
legal and regulatory accountability?

The Board works with the state’s elected lead-
ership to meet long-term fiscal and regulatory
requirements. As new issues emerge, staff
members ensure that policy makers have the
facts to support good decision-making. In
2006-07, Board senior staff assisted a legisla-
tive committee in studying and making policy
recommendations to fund retiree health insur-
ance costs. To ensure that Board managers
are accountable for employee well-being, all
senior leaders underwent anti-harassment
training in 2006-07.

5. What key performance measures are
regularly reviewed by your senior leaders?
Return on investment, customer satisfaction
and employee well-being measures are regu-
larly reviewed by senior leaders across the
agency. Individual programs have also identi-
fied many specific measures that are tailored
to their particular needs. The Chief of Staff
meets regularly with Board human resources
officials to review agency hiring decisions and
trends in workforce management.

At the office and program level, Board leaders
are deeply involved in continuously updating
key measures.

Office of Human Resources Director Sam
Wilkins chaired the National Association of
State Personnel Executives (NASPE) Metrics
Taskforce in 2006. Representatives from 14
states prepared a template of strategic meas-
ures that a well-run HR program should
monitor. The taskforce identified 22 specific
HR measures in six broad categories. In addi-
tion, the taskforce identified a formula, a data
collection approach and suggestions for im-
plementation for each of the 22 measures.
Each state was encouraged to identify the
metrics from each category that would be
most meaningful to them. OHR selected six

metrics and posted them in a special section
of the OHR website
http://www.ohr.sc.gov/OHR /hrmetrics/hr-
metrics.htm for agency reference.

6. How do senior leaders use organization
performance review findings and em-
ployee feedback to improve their own
leadership effectiveness and the effective-
ness of management throughout the or-
ganization? How do their personal actions
reflect a commitment to the organiza-
tional values?

Each program in the Board is required to use
a systematic approach that employs data to
continuously review and improve operations.
The Executive Director and Chief of Staff
regularly review division and office perform-
ance metrics and receive reports on initiatives
to improve the agency’s three key focus areas.

7. How do senior leaders promote and
personally participate in succession plan-
ning and the development of future organ-
1zational leaders?

Succession planning has been spurred by the
ongoing commitment to the Leadership
Academy, which is launching another class in
2007-08. Leadership Academy graduates are
better positioned for agency-wide leadership
roles and a number have found promotional
opportunities since the program began. The
Executive Director also personally teaches a
three-hour introductory course covering the
Baldrige process.

The executive leadership team participates
regularly in awards ceremonies, receptions
and other events that recognize the accom-
plishments of Board employees. The Execu-
tive Director also works to foster a consis-
tency of purpose throughout the agency by
emphasizing listening, learning and improving
during his interactions with others.
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The strategic plan for the Chief Information
Officer (CIO) included a plan to review the
market for IT jobs and to recommend strate-
gies to help state agencies recruit and retain
IT employees. As part of this initiative, OHR
partnered with the CIO and a team of repre-
sentatives from higher education, large and
small agencies, and agencies with diverse mis-
sions to study issues and develop recommen-
dations to enhance agencies’ recruitment and
retention efforts. The study recommended
the state create additional I'T job classifica-
tions, suggested strategies for developing and
implementing structured career paths for I'T
employees, and gave a clearer indication of
the market for I'T jobs in the southeastern
region.

9. How does senior leadership actively
support and strengthen the communities
in which your organization operates? In-
clude how senior leaders and employees
contribute to improving these communi-
ties?

Board employee contributions to the United
Way rank in the top 10 percent of agencies. A
total of 246 Board employees donated
$21,351.51 via payroll deductions to United
Way.

Board employees also support the Commu-
nity Health charities. 153 Board employees
donated $7,762.20 via payroll deductions to
these health charities.

2.0 Strategic Planning

1. What is your strategic planning process,
Including key participants, and how does
It account for: a) your organization’s
strengths, weaknesses, opportunities and
threats; b) financial, regulatory, societal
and other potential risks; c) shifts in tech-
nology or the regulatory environment; d)

human resource capabilities and needs; e)
the opportunities and barriers you de-
scribed in the Executive Summary
(question 4); f) business continuity in
emergencies; g) your ability to execute the
strategic plan.

Every year about 40 senior Board division and
program managers meet to discuss the
agency’s strategic situation and plans for the
coming year. Each manager posted a list of
accomplishments realized by their area during
the past year and discussed key initiatives with
the group. Further discussions involve the
strengths, weaknesses, opportunities and
threats that transcend individual operational
units. Discussions include considerations of
financial, technology and human resource
challenges.

Common issues that are identified during the
planning session such as workforce planning
are tracked throughout the year by the appro-
priate Board unit with data reports to senior
management. Each business unit reports key
results as part of the annual accountability
report and the data is reviewed by Board ex-
ecutives and office directors during a day-long
meeting in August. This serves as an agency-
wide review of progress since the manage-
ment retreat and provides an additional op-
portunity to evaluate goals.

Using data collected from multiple sources,
including the Human Resource Advisory
Committee meetings, customer surveys, and
environmental scanning, the Office of Human
Resources developed a three-year plan in
2005. The plan outlines both strategic and
major operational initiatives in all areas of the
office. At the annual OHR planning session,
the initiatives are discussed, prioritized and
assigned timeframes and project leaders. Plan
attainment is monitored through progress
noted in an internal database by the project
leaders, through ongoing project meetings and
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by OHR leadership in management level meet-
ings. Every six months the plan is formally up-
dated in review sessions as initiatives are com-
pleted, new information is gathered, and ongo-
ing project progress is analyzed, essentially cre-
ating a rolling three-year planning document.

2. How do you develop and track action
plans that address your strategic objec-
tives? Note: Include how you allocate re-
sources to ensure accomplishment of your
action plans.

As described above, senior leaders meet annu-
ally to set strategic objectives for the agency.
Each Board program area sets specific goals
and action plans to meet those broad objec-
tives within their area. Progress is monitored
throughout the year by senior leadership and is
specifically reported during the accountability
reporting process. Senior management allocates
resources on an as-needed basis. This is done
at the division or major program level.

In July 2006, the Division of the Chief Infor-
mation Officer published a two-year strategic
plan focusing on promoting an enterprise I'T
vision, ensuring data security, promoting best
value services and enhancing employee well-
being. Detailed outcomes and measures were
drafted for each goal, which are tracked regu-
latly by the CIO’s leadership team.

3. How do you communicate and deploy
your strategic objectives, action plans and
performance measures?

Strategic objectives and action plans are dis-
cussed and communicated first at the annual
senior management retreat that is held each
fall. Those program leaders then communicate
agency priorities to their key leadership teams
and employees. Divisions and offices also cre-
ate their own action plans. For example, the
General Services Division included all areas in
the development of its strategic plan. Each

functional area within General Services built
upon on previous Accountability Report data
to develop its part of the plan, and senior man-
agement integrated the results into the four
strategic areas identified in the plan. Senior
management distributed a draft to all levels of
management for comment, revision and ap-
proval, and then published the final product. It
is to be reviewed and updated annually.
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4. How do you measure progress on your
action plans?

Each program area has a detailed list of meas-
ures that are used both internally and externally
to track progress and highlight opportunities
for improvement. Measures include both work-
load, workflow, output, financial and customer
satisfaction. Ideally, each is benchmarked
against customer needs and expectations and
industry leaders. Measures are also continually
reviewed and upgraded in the face of changing
customer and stakeholder expectations.

5. How do your strategic objectives address
the strategic challenges you identified in
your Ortganizational Profile.

The strategic objectives of return on invest-
ment, customer satisfaction and employee well-
being are all closely linked to the identified
strategic challenges. Recruiting and retaining
excellent workers will require ensuring that the
Board is a good place to work for all employ-
ees. The use of technology and reducing ex-
penditures will allow us to continue to provide
excellent customer service while remaining
competitively priced as our customers demand.
A key component of this effort will be the con-
tinued development of the SCEIS system
which promises to dramatically improve state
government’s back-office operations. The
Board must also work to secure funding to re-
duce the growing backlog of deferred mainte-
nance in state facilities.

6. How do you evaluate and improve your
strategic planning process?

Strategic planning events are regulatly revised
to meet current issues and needs.

3.0 Customer Focus

1. How do you determine who your cus-
tomers are and what are their key require-
ments?

As a public agency, our customers are largely
mandated by statute and regulation. However,
many users of Board services are voluntary,
such as local governments that purchase cover-
age through the Insurance Reserve Fund and
customers of the Agency Mail Program. Cus-
tomer requirements are determined through
direct interaction by Board employees, corre-
spondence and customer surveys.

Each program is responsible for having listen-
ing and learning methods in place to keep up
with changing customer needs.

2. How do you keep your listening and
learning methods current with changing
customer/ business needs and expecta-
tions?

The Division of the Chief Information Officer
developed a Customer Call Plan where agency
representatives go to every customer's location
on a semiannual basis and meet with the busi-
ness stakeholders. Additionally, the CIO’s Cus-
tomer Relations unit conducts on-site meetings
with customers to ensure their changing busi-
ness needs and expectations are met on a con-
tinuous basis.

The Division of Insurance and Grants con-
ducts field visits, quality control measurement
reviews, and continuous surveying by mail,
telephone, and electronically. It also incorpo-
rates technological innovations such as web-
based enrollment, improved website accessibil-
ity and content, automated loan and billing sys-
tems, and integrated imaging workflow sys-
tems.

The Materials Management Office launched a
number of initiatives to enhance cooperation
and feedback with the agencies it serves. This
included reinstating the procurement directors

20



conference, a training conference for procure-
ment directors of certified agencies in May.
The MMO Director also co-chairs a Procure-
ment Procedures Committee of state agency
procurement professionals, promoting the use
of certified minority businesses and providing
training on how to sell to government. MMO
also hosted training events for small and mi-
nority vendors and conducts one-on-one
matchmaking sessions for this target audience.

The State Health Plan holds an annual week-
long forum for benefits administrators from
state and local agencies every August. Plan staff
explain changes to the insurance program for
the coming year and receive extensive feedback
from customer agencies about their concerns
and what they are hearing from consumers.

In 2006-07, the CIO published an annual cus-
tomer report explaining the division’s products,
services and priorities to customers. The South
Carolina Retirement Systems publishes the
Popular Annual Financial Report which out-
lines key data in a format that is easy for the
public to use.

3. How do you use information from cus-
tomers/stakeholders to keep services or
programs relevant and provide for continu-
ous improvement?

Each Board division has a system for collecting
actionable customer feedback which helps de-
termine the delivery of services. This involves
direct feedback, customer surveys and data
tracking. The South Carolina Retirement Sys-
tems tracks incoming calls, including the time
to answer and the number abandoned, to
monitor customer demand and redeploy re-
sources as needed. In February, the State
Health Plan launched an evidence-based medi-
cine program through an independent contrac-
tor. This initiative uses a team of board-
certified physicians and pharmacists to review

the latest studies, journals and findings. This
data is placed in a complex computer system
that the vendor uses to make specific care rec-
ommendations to doctors for individual pa-
tients. The system is expected to improve pa-
tient outcomes thus controlling costs.

4. How do you measure customer/
stakeholder satisfaction and dissatisfaction,
and use this information to improve?

Board programs employ a variety of methods
in this area including the use of focus groups,
surveys, direct follow-up calls to customers
who have received service and customer feed-
back cards.

Board managers are also leaders in state and
national efforts to enhance measurement and
benchmarking. The Director of MMO chaired
the National Association of State Procurement
Official’s Benchmarking Committee which is
developing the first benchmarks ever pro-
duced for state procurement organizations. Ef-
ficiency benchmarks were developed in 2006
and additional benchmarks for cost savings and
cost avoidance will be presented in September
2007.

5. How do you build positive relationships
with customers and stakeholders? Indicate
any key distinctions between different cus-
tomer groups.

Relationships are strengthened by demonstrat-
ing a willingness to listen and take action when
appropriate.

The CIO Division developed the South Carolina
Enterprise Information System (SCEIS) Agency
Advocate program, which offers project-
management assistance to agencies preparing to
adopt the SCEIS program. Each agency will work
closely with its designated advocate, a certified
project manager, to help plan and manage its roll-
out preparation.
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The Materials Management Office hosted the
National Association of State Procurement Of-
ficials’ Marketing to State Governments con-
ference to train 350 private sector attendees in
selling to state governments.

The South Carolina Retirement and Pre-
Retirement Advisory Board advises the director
of the South Carolina Retirement Systems and
the director of the Office of Human Resources
on matters relating to retirement and pre-
retirement programs and policies. The Board
consists of eight members appointed by the
State Budget and Control Board to represent
the various segments of the active and retired
workforce.

The S.C. Enterprise Architecture provides a
framework for making strategic technology
investment decisions on a cost-effective, enter-
prise basis that meets the diverse business
needs of agencies in the executive branches of
state government. Eight domain subcommit-
tees, composed of technical experts from
across state government were established to
develop standards for each discipline within
each domain. To oversee the SCEA, the At-
chitecture Oversight Committee was

formed. The AOC represents all state agencies
and is comprised of a total of nineteen repre-
sentatives that are either elected or appointed.

4.0 Measurement, Analysis,
and Knowledge Manage-
ment

1. How do you decide which operations,
processes and systems to measure for
tracking financial and operational perform-
ance, including progress relative to strate-
gic objectives and action plans?

Each program area is required to have meas-
ures that focus on the Board’s three strategic

objectives. Individual units typically have many
additional measures that are tailored to their
specific needs and business type that are de-
signed for internal tracking purposes.

2. How do you use data/information analy-
sis to provide effective support for decision
making throughout your organization?

The measures described above are bench-
marked against leaders in the appropriate line
of business to serve as a high standard for
which to strive. Areas where the data demon-
strates opportunities for improvement become
strategic priorities for the program.

3. What are your key measures, how do
you review them, and how do you keep
them current with business needs and di-
rection?

Key goals are set by researching the needs of
all stakeholders (customers, vendors,
employees, legislature, etc.). Once goals and
objectives have been established, operational
plans are developed to include results tracking
and feeds for the annual accountability report.
Data is regularly evaluated by specific program
managers. For example, the Insurance Reserve
Fund uses a computer modeling report pro-
duced by its outside actuaries to project losses
during a hurricane or earthquake. This data al-
lows the fund to determine if it has adequate
reinsurance and what financial capacity it needs
to met the needs of customers.

4. How do you select and use key compara-
tive data and information to support opera-
tional and strategic decision making and
innovation?

Throughout the Board, programs track numer-
ous specific measures that are reviewed regu-
larly. Depending on the nature of the measure,
it may be reviewed daily in the case of call cen-
ter activity, or quarterly in the case of many
financial reports. The Board’s Internal Audit
and Performance Review function regularly
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audits key measures to ensure they are accu-
rate and appropriately benchmarked. Inde-
pendent consultants are also used to review
financial and performance measures for the
Employee Insurance Program and the Divi-
sion of the State Chief Information Officer.

5. How do you ensure data integrity, time-
Iiness, accuracy, security and availability
for decision making?

The Board’s Internal Audit and Performance
Review audited the validity and reliability of
the performance measures reported in the
2006 Accountability Report to determine the
level of reliance that Board management
could place on the reported measures and to
provide feedback regarding the degree of de-
velopment and usefulness of performance
measures.

The CIO implemented the Computer Associates
Service Desk, a new work order tracking sys-
tem. This system offers an incident reporting,
tracking and automated escalation capability.
This incident management system offers C1IO
customers a tremendous improvement in the
delivery of key services.

6. How do you translate organizational
performance review findings into priori-
ties for continuous improvement?

Each program area follows the “listen, learn
and improve” process described previously.
Measures that lag are used to identify the next
best opportunity for improvement.

7. How do you collect, transfer, and main-
tain organizational and employee knowl-
edge (your knowledge assets)? How do
you identify and share best practices?

The Board employs various knowledge trans-
fer methods to collect, transfer and maintain

organizational knowledge. Traditional meth-
ods such as on-the-job training, documenting

processes, job rotation, and classroom train-
ing are used regularly. In addition, the Board
has developed a knowledge transfer workshop
to provide managers the tools they need to be
able to successfully retain institutional knowl-
edge. The Board shared 24 knowledge trans-
fer strategies, developed by another state, with
the leadership at its annual retreat and encour-
aged leadership to adopt those strategies that
are most appropriate for the situation.

Board HR developed a knowledge transfer
process to assist managers in planning

for their workforce transitions using

a methodical planning and implementation
approach. These knowledge transfer tools are
posted on the Board’s intranet for use by
managers throughout the Board.

5.0 Workforce Focus

1. How do you organize and manage
work: to enable employees to develop and
utilize their full potential, aligned with the
organization’s objectives, strategies and
action plans; and to promote cooperation,
Initiative, empowerment, innovation and
your desired organizational culture?

5.1 The Board’s leadership encourages man-
agers and supervisors to organize work to
meet the strategic objectives and goals set for
their part of the organization which ultimately
feeds into their division’s strategic plan. The
Board’s values support an environment of
continuous improvement and innovation as
well as quality customer services and prod-
ucts, leadership, professionalism, and em-
ployee well-being.

To assist managers with their workforce plan-
ning efforts, a number of demographic re-
ports were developed to help identify employ-
ees leaving through retirement. Based on
these retirements, as well as projected work-
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load, new lines of business, and technology,
division management identify gaps in skills or
knowledge and develops succession plans or
hires new employees with the needed skills.

In 2006-07, the entire new employee orienta-
tion process was systematically redesigned to
ensure that the organization’s values and key
performance goals are more effectively com-
municated. Senior agency leadership—
including the Executive Director—are in at-
tendance at most of the orientation sessions
which occur every two weeks.

The number of retirements and potential re-
tirements within the Board creates the poten-
tial for immense loss of institutional knowl-
edge and information. In order to deal with
this potential problem, Board Human Re-
sources developed processes for transferring
the knowledge, skills, and abilities from our
senior employees to others within the work-
group. These processes were piloted with the
Division of the Chief Information Officet’s
customer relations area and received positive
response. We will continue to monitor their
progress and develop additional tools. The
knowledge transfer tools are posted on the
Board’s intranet for use by managers through-
out the Board. We also offer facilitation for
divisions and offices that need help with iden-
tifying and developing their knowledge trans-
fer plans.

2. How do you evaluate and improve your
organization’s human resource related
processes?

5.2 The Board has employed several methods
to evaluate human resource related processes.
Such methods include surveying our custom-
ers following an event such as open enroll-
ment, orientation, and training; soliciting feed-
back by meeting with key customers, human
resource liaisons and division/office directors;
analyzing exit interview information to iden-

tify systematic areas of concerns; and bench-
marking against other organizations. From
the evaluations, we improve human resource
processes by various methods to include mak-
ing minor adjustments to processes and com-
municating the change to our customers,
mapping our processes to determine a more
effective way of performing a function, and
using technology to operate more efficiently.

In 2006-07, Board Human Resources con-
ducted focus groups in several divisions
where there were employee morale concerns.
HR staff conducted interviews, administered
surveys, and studied processes in order to
make specific recommendations for address-
ing employee concerns and worked jointly
with supervision and management to imple-
ment improvement plans and follow up.

3. How do you identify and address key
developmental and training needs, includ-
Ing job skills training, performance excel-
lence training, diversity training, manage-
ment/leadership development, new em-
ployee orientation and safety training?
How do you encourage the job use of the
new knowledge and skills?

5.3 We provided updated anti-harassment
training to all supervisors and managers
throughout the organization. An initial
course on harassment prevention was pre-
sented to Board leaders in April by Linda
Pearce Edwards, a Columbia attorney special-
izing in employment law. Subsequently, all
Board supervisors and managers received in-
formation about harassment prevention.

The primary purpose of the training was to
reinforce the agency’s commitment to em-
ployee well-being by ensuring a productive,
harassment-free environment. Secondly,
agency leadership wanted to provide manag-
ers and supervisors with the knowledge
needed to manage fairly and legally in today’s
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changing legal environment. The courts and
the EEOC have made it clear that when there
is a complaint, the organization is obliged to
demonstrate that they have taken proactive
steps, including training, to stop harassment
befote it occurs.

We continued our efforts to develop our su-
pervisors through the 4-day supervisory prac-
tices course offered by the state Office of Hu-
man Resources. Thirty-three employees at-
tended this program.

Board Human Resources also delivered several
new programs, including sessions covering
positive disciplinary practices, position descrip-
tion writing, conducting the performance ap-
praisal discussion and an over-
view of ethical practices.

We sponsored 16 sessions of
professional development train-
ing for Board employees
through Midlands Technical
College. Topics included cus-
tomer service skills, conflict
management, communication
skills, project management, and
creative problem solving, as well
as others. There were a total of 1,176 partici-
pants in Board sponsored training during 2006-
07. The average investment per employee in
employee development and training was ap-
proximately $500 per employee.
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Board Human Resources developed an REFP
for a Learning Management System to provide
employees with an on-line source for training
registration, transcript tracking, and delivery of
selected courses. The contract was awarded to
a SC business in June of 07 and the system is
currently in the implementation phase.

Safety and other job-specific training are man-
dated for certain positions within the organiza-

tion. For example, in the Division of General
Services, trades workers receive extensive
safety training to ensure all OSHA guidelines
are followed. The Learning Management Sys-
tem will help document that the Board is com-
plying with required safety training.

Future leaders and selected managers are eligi-
ble to participate in the Board’s Leadership
Academy, which is designed to give employees
with outstanding leadership potential a greater
understanding of the agency. They may also
have the opportunity to participate in OHR’s
Certified Public Managers Program and the
Executive Institute.

To encourage use of knowledge and skills ac-
quired through training, supervisors are asked
to evaluate the employee’s level of perform-
ance after the training experience. The Board
often conducts surveys after the event to ascer-
tain the value of the training for the participant
and to inquire whether they have applied the
learning.

Board Human Resources developed the Em-
ployee Intranet to provide a host of informa-
tion for employees and managers. This site
includes the Budget and Control Board blog,
forms, new releases, the employee newsletter,
training opportunities, and archival informa-
tion.

4. How does your employee performance
management system, including feedback
to and from employees, support high per-
formance and contribute to the achieve-
ment of your action plans?

5.4 The Board has a universal review date of
January 15t which requires evaluations to be
completed for all employees at the same time.
This ensures that managers will develop an
overall picture of the individual performance
and view it in conjunction with the organiza-
tion’s performance. In addition, senior manag-
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ers have performance information on all em-
ployees to use as a barometer to measure em-
ployee progress and to determine areas to ad-
dress as well as performance that deserves rec-
ognition. This also facilitates planning employee
developmental activities.

The Board continued to ensure our appraisal
process is aligned with the agency’s strategic
plans, key objectives and values. The EPMS is
critical to full deployment, alighment and com-
munication as part of the strategic planning
process. Each employee should see their
evaluation documents linked with the strategic
goals of their office or division. During FY 07,
the Board offered a number of training sessions
to help supervisors understand how to use the
EPMS to communicate expectations and
achieve better results.

The Board is currently piloting a new form with
one of the offices that will help the supervisor
better evaluate performance based on the ex-
pected results of a job duty. We have changed
some terminology and plan to roll-out the
modifications to the system at the beginning of
the next evaluation cycle in January 2008. In
addition, the new system with be automated and
feed into a database for easy retrieval of infor-
mation as well as better monitoring of planning
stages and appraisals.

When a TERI employee occupies a hard to fill
ot critical position, the manager must develop a
knowledge transfer plan prior to the employee
leaving the agency. The knowledge transfer plan
must include what knowledge is to be trans-
ferred, the strategy for transferring the knowl-
edge, the timeline for shifting the responsibility
for the task or job function associated with the
knowledge.

5. How do you motivate your employees to
develop and utilize their full potential?
Personal learning should result in organizational

cross functional learning, building the knowl-
edge assets of the organization, an improved
environment for innovation and more satisfied,
versatile staff that stays with the organization.
The Board offers tuition reimbursement for
employees who want to further their education
in a way that makes them more effective work-
ers.

Each Board division conducts an in-house re-
ward and recognition program for their employ-
ees. Bach program holds a special recognition
event during Public Service Recognition Week
in May. During this time, employees achieving
milestones of 20, 30, and 40 or more years of
state service are honored. _Across the Board, the
Board’s employee newsletter regularly features
articles on employees and their accomplish-
ments. The Board’s new Internet blog provides
an immediate means of distributing pertinent
information to employees.

6. What formal and/or informal assessment
methods and measures do you use to deter-
mine employee well being, satisfaction, and
motivation? How do you use other meas-
ures such as employee retention and griev-
ances? How do you determine priorities for
Iimprovement?

During this year, the Board has taken advan-
tage of online surveys to gather information on
training events, lunchtime wellness seminars,
and customer satisfaction levels with other HR
initiatives. Response to the surveys has been
helpful in determining offerings and improving
processes.

Board Human Resources redesigned the exit
interview questionnaire to provide enhanced
feedback to organizational units in a more sys-
tematic and effective manner. Board HR staff
shares this information with office managers for
further action. Options for handling the prob-
lem are then generated and a solution imple-
mented.
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7. How do you maintain a safe, secure,
and healthy work environment? (Include
your workplace preparedness for emergen-
cies and disasters.)

General Services Implemented an employee-
led safety committee which invites better em-
ployee participation and safety awareness. The
new committee spearheaded a change in the
uniform requirement that enhanced employee
comfort, dramatically improved morale, and
saved 50 percent of current expenditures with
no reduction in safety benefits.

'The Board continues to offer CPR/First Aid
training to its employees. The number of acci-
dents in 2006-07 was 37, an increase from the
previous year. When accidents occur, manag-
ers and supervisors are asked to determine the
cause of the accident and make recommenda-
tions for any changes to prevent a similar acci-
dent. The General Services Safety Team has
been used to consult with other divisions on
ergonomic issues and other instances such as
noise control.

The Board has an emergency preparedness co-
ordinator. During this fiscal year, the emer-
gency preparedness coordinator invited a
DHEC official to talk to Board leadership
about the possibility of the pandemic influenza.
As a result, divisions are making preparations
should this event occut.

The Disaster Recovery Program at the CIO is
designed to benefit customer agencies who
store large amounts of data on the division’s
large systems. The program encourages joint
participation between the CIO disaster recov-
ery teams and key disaster recovery personnel
with the responsible customer agencies The
objective of the program is to restore and make
accessible to its end users critical and vital op-
erating environments and data within 72 hours
of a disaster declaration.

To improve disaster recovery backup and res-
toration, the CI1O in 2006-07 installed an auto-
mated tape library (ATL) that will send all
backed up data through a dedicated line to an
offsite storage facility eliminating the physical
transport of storage disks to the facility.

The Retirement Systems has a disaster recovery
program for payments and is expanding its
programs to include all other aspects of its op-
erations.

The CIO, along with the Emergency Manage-
ment division and other state, county and city
agencies, participated in South Carolina’s full
scale hurricane exercise in June. The objective
was to validate the state’s plans for evacuation,
response and recovery operations, with specific
emphasis on logistics, communications and
lessons learned from Hurricane Katrina.

6.0 Process Management

1. What are your key processes that pro-
duce, create or add value for your custom-
ers and your organization? How do you en-
sure that these processes are used?

6.1 Throughout the Board’s wide range of set-
vices, computer-based management programs
are used to track work orders, customer con-
tacts, repair histories, and service requests.
Generally, this broad pool of data is coupled
with customer focus groups, routine customer
satisfaction surveys, and up-front solicitation of
customer requirements to determine policy
changes, budget requests, employee training
needs and the provision of new services.

Key systems for designing and delivering set-
vices include:

e The Facilities Management Section uses
two comprehensive computerized mainte-
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nance management systems to manage the
82 state buildings under its care. The Facili-
ties Center system records all scheduled
maintenance needs for each mechanical
system in a facility and creates reports so
that managers know when routine upkeep
is needed. All work order requests from
tenants for building repair and alteration
are also recorded. Maintenance workers
record tasks performed at a facility. This
allows Facilities Management to track long-
term maintenance costs by building and
equipment manufacturers. The Facilities
Assessment System maintains deferred
maintenance costs and anticipated remain-
ing lifespan for all major components of
each state building. When combined with

the database on actual repair history, Facili- e

ties Management can make capital im-
provement projections and prioritize fund-
ing requests and work schedules.

The South Carolina Retirement Systems
tracks all customer requests for informa-
tion, benefits estimates and other services
on a centralized computer system. This sys-
tem allows Retirement Systems to measure
customer service goals such as completing
the research on information requests within
three business days. The Electronic Em-
ployer Service allows benefits administra-
tors in state and local agencies to access the
central Retirement Systems database to
conduct benefits estimates and other trans-
actions that otherwise would be performed
manually.

The Chief Information Officer deploys
CWOF, an integrated management tool, to
provide customers with a single invoice and
access to the Customer Care Portal where

they can enter requests for telecommunica-

tion services, view their billing, track the
status of their requests for service and bill-
ing and receive an e-mail notification of

their work order closure.

The Fleet Management Section uses the
South Carolina Equipment Management
Information System which tracks all cost
data during the life of a vehicle including
depreciation, maintenance and fuel. This
system is funded by State Fleet Manage-
ment and made available to agencies for
their use free of charge. This provides su-
perior data to track service and cost history
by make, model and type of vehicle, which
can govern future purchasing and deploy-
ment decisions. Data from this system has
also been used to notify vehicle manufac-
turers of developing service problems.

State Building and Property Services acts as
a conduit for state agencies and the private
leasing market. It maintains a central data-
base of existing state leases for private of-
fice and other building space and a list of
firms interested in leasing to state agencies.
State agencies requesting new space discuss
their needs with the office, which issues
solicitations and presents the agency with
finalists that best meet the requirements.

The Executive Director uses a systematic
approach to track legislative and regulatory
changes under consideration by the Gen-
eral Assembly and the executive branch. A
designated agency contact monitors devel-
oping legislation and informs the affected
program area should they be required to
provide information or implement new leg-
islation. All information queries by law-
makers to individual Board programs are
centrally reported so that consistent, accu-
rate and timely information is provided.

The Office of State Budget logs all agency
fund transfer requests and requests for fis-
cal impact statements for pending legisla-
tion into an Access database. This allows
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the office to monitor its response time, em-
ployee workload and the need for data
from other agencies involved in the fiscal
impact process.

e The Construction and Planning Unit’s pro-
ject managers monitor the performance of
each service provider on a regular basis.
Project managers also initiate projects with
pre-construction conferences involving
customers and service providers and they
evaluate the performance of service provid-
ers at the end of projects using a process
designed by the Office of the State Engi-

neer.

2. How do you incotporate organizational
knowledge, new technology, changing cus-
tomer and mission-related requirements,
cost controls, and other efficiency and ef-
fectiveness factors into process design and
delivery?

The Board leadership team has designated
three key performance measures for all service
delivery programs: customer satisfaction, em-
ployee well-being, and return on investment.
These three agency performance measures are
incorporated into the process management of
the various program areas in the following
ways:

1) Planned periodic and ad hoc customer input
and feedback points

2) Annual customer satisfaction surveys

3) Process documentation

4) Employee training designed to ensure con-
sistent delivery of services

5) Measures for timeliness, accuracy, quality
and cost comparisons

6) Routine monitoring by management and
employee work teams

7) Changes in response to process analysis

8) Follow-up

In early 20006, the State Health Plan launched
its evidence-based medicine initiative through
contractor Active Health Management. This
program uses technology to provide physicians
with patient-specific, evidence-based decision
support information that they can evaluate for
potential incorporation into their patients’ care
plans. Active Health aggregates claims data and
creates patient-centric electronic medical re-
cords. A team of board-certified physicians and
pharmacists continually review the latest peer-
reviewed studies, trade journals, and other
clinically valid published findings. Based on
their research, complex rules and algorithms
are developed and entered into the “Care En-
gine”, the proprietary system that Active
Health uses to operate this program. The rules
compare member data with evidence-based
standards, and trigger “Care Considerations”
when opportunities to optimize care are dis-
covered. These Care Considerations are then
sent to the physicians so they can make an in-
formed decision about their patient’s care plan.
The first year of this program saw positive
compliance with the care considerations and a
very high return on investment.

3. How does your day-to-day operation of
these processes ensure meeting key per-
formance criteria?

Board programs are constantly seeking new
approaches for streamlining back-office func-
tions. Board senior management is provided
detailed financial and personnel information
for all agency programs to aid in timely deci-
sion making. This information is collected into
a single “Executive Management Reports” se-
ries that is updated monthly—or more often if
required—electronically. Access is granted to
management personnel via a password system
on a shared network drive. Some previous
presentations of data did not sufficiently high-
light matters of interest to management. The
new system includes new reports with a
sharper focus.
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The Statistical Data Warehouse developed by
the Health and Demographics Section of the
Office of Research and Statistics and the Web
Based Client Information System has been na-
tionally recognized as a benchmark to other
states. In the last year, the Client Information
System has expanded to include selected De-
partment of Mental Health Centers and new
features such as Chronic Kidney Disease Sut-
veillance.

4. How do you systematically evaluate and
Improve your key product and service re-
Iated processes?

The Office of Internal Operations provides
support services to all program areas of the
Board, including procurement, accounting, pet-
sonnel, payroll, budgeting and courier services.
The Office of Internal Audit and Performance
Review supports and monitors individual pro-
gram performance and common functions that
serve all Board entities.

We use technology to improve processes. The
Retirement Systems has consistently updated
the systems it uses to serve its 829 employers.
In 2006-07, SCRS implemented a new em-
ployer supply/forms order fulfillment process
whereby requests are filled within 48 hours of
receipt. A new Customer Services Field Educa-
tion’s on-line training registration program was
also tested and is slated for a FYO0S release.

The State Health Plan implemented MyBene-
fits, an on-line subscriber access program, al-
lowing active subscribers to review their bene-
fits statements, change their contact informa-
tion and beneficiaries. Further development of
MyBenefits is anticipated to allow subscribers
on-line enrollment/change capability to their
insurance coverage during the open enrollment
conducted in October 2007.

5. What are your key support processes,
and how do you improve and update these
processes to achieve better performance?
Board programs work collaboratively with sup-
pliers and partners to ensure that Board cus-
tomers receive the best possible service at the
best price. Vendor services are regulated by
state procurement law that provides guidelines
for procuring products and services. Commu-
nication with vendors is regulated by the Pro-
curement Code and requires that the agency
specify requirements for product and service
quality, time frame for delivery, and service

period.

Contracted vendor services provide claims
processing for the employee health benefit ser-
vices. Continuous monitoring and management
of vendor performance is critical to assure cus-
tomer requirements are met. The Employee
Insurance Program communicates with the
vendors through regular and ad hoc meetings
and evaluates the services provided to custom-
ers based on contract specifications and pre-
established standards, enforcement of compli-
ance through performance guarantees, and fol-
low-up to customer complaints and comments.
Insurance benefits contracts contain require-
ments that customer satisfaction be measured.

Based upon customer feedback, the Office of
Human Resources is implementing a new on-
line job application system. Prospective em-
ployees can complete and submit their applica-
tion at any time. They can also check on the
status of their application or apply for another
job with minimal effort.

The Retirement Systems’ Customer Services
Field Education Unit holds training sessions
for all benefits administrators to explain SCRS
procedures and policy changes. It also offers
one-on-one training for new benefits adminis-
trators and makes mandatory site visits to all
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entities that join the Retirement Systems.

The Commercial Vendor Repair Program re-
quires State Fleet Management to be particu-
larly active in partnering with both customers
and suppliers. The CVRP uses 400 regular ven-
dors and an additional 200 specialty vendors
for services such as towing, transmission and
radiator repair. Before arriving at a CVRP
shop for repairs, the drivers call one of State
Fleet Management’s master mechanics toll-
free. The mechanic is able to discuss the prob-
lem with the driver and analyze he vehicle re-
pair history. The mechanic then discusses the
repairs they plan to undertake with the CVRP
repair shop. This system avoids unnecessary
repairs and also allows the agency to be reim-
bursed for work on parts that may still be un-
der warranty after having been repaired at a
facility elsewhere in the state.

The CIO uses a Help Desk to handle customer
problems, information, service level agree-
ments, automated escalations and other state-
of-the-art I'T management. Using this system,
trouble ticketing and requests for service are
systemized to ensure a more efficient work
flow.

The Office of Human Resources has assigned
a consultant for each state agency who pro-
vides advice and guidance on human resources
issues and OHR procedures. OHR also has a
Human Resources Advisory Committee made
up of agency representatives who advise the
office of customer needs and help disseminate
information across state government.

The South Carolina Energy Office has the En-
ergy Advisory Committee, made up of repre-
sentatives from utilities, business, individual
consumer interests and environmental groups,
who provide guidance on how the Energy Of-
fice can best serve the citizens of the state. The

committee reviewed and approved the Energy
Oftice’s 2005-06 strategic plan.

The Geodetic Survey Section has forged very
close partnerships with counties in an effort to
move South Carolina local governments from
paper to digital mapping for land ownership
and taxation purposes. Because many counties
lack trained staff for digital mapping, Geodetic
Survey provides startup grants for digital map-
ping and writes specifications for digital map-
ping requests for proposals. Mapping contrac-
tors send their data directly to the section
which conducts rigorous quality controls on
the product before sending it to the county.
Geodetic Survey then conducts on-site training
for county personnel on how to use the new
digital maps.
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. . 92 .2% 93.T% o
Customer Satisfaction 905%  90.0%  90.0%

The General Services Division continues to record customer satis-
faction levels at or above 90 percent.
T T T T

FY2003 FY2004 FY20005 FY2006 FY2007

Facilities Management Section Cost to Main-
tain State Buildings in FY 2006-07

Using data from the Building Owners and Managers Association, $9.71
the Facilities Management Section compares its costs to maintain
state buildings to the public and private sectors. FM costs about 75
percent of the cost of all government buildings in the U.S. This data $7-03
includes maintenance, custodial, utilities and administration. $5.75
Note: The private and government benchmark figures are adjusted
downward to account for the low cost of living in the Columbia
area compared to the national average. However, we lag in having
dollars to provide scheduled deferred maintenance.

T T T s

Facilities Government Sector  U.S. Private Sector
Management Nationally
$4.34

$ Millions

$4.30 $4.30
Money Saved for Agencies by Using Agency $4.25
Mail Instead of U.S.P.S
With rates well below the U.S. Postal Service, Agency Mail saves
millions of dollars annually for state and local agencies
$4.10

2002-03  2003-04 2004-05 2005-06  2006-07

Proceeds to Agencies and Costs Avoided by @ arao
Use of Surplus Property Program $5,000,000
The Surplus Property Program allows state agencies, political sub- ST 4
divisions and non-profit organizations to receive state and federal $3,000,000 -
surplus property at lower than the cost of buying new. $2,000,000 -
- . : $1,000,000 4
$5.2 million was returned to the agencies that sold their surplus 50
property. In addition,, the program saved agencies $1.8 million 2003 2004 2005 2006 2007
over the cost of buying new property by pl‘OVidil’lg them with used B ProceedsReturned | $4,298,892 | $3485472 | $3,234,329 | $5588,498 | $5,287,099
S PITETO; B Cost Avoidance $1240,892 | $1352,121 | $975454 | $3,116,9% | $1837.589
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State Fleet Daily Motor Pool Rates
for a Full Sized Sedan

State Feet Management benchmatks their daily motor pool
rates against the private sectot’s special fleet rates for daily
rentals. Commercial rates are adjusted to include taxes and
fuel, but not insurance. Comparisons are based on typical
motor pool trip mileage.

State Fleet Daily Motor Pool Rates

for a Compact Sedan
State Feet Management benchmarks their daily motor pool
rates against the private sector’s special fleet rates for daily
rentals. Commercial rates are adjusted to include taxes and
fuel, but not insurance. Comparisons are based on typical
motor pool trip mileage.

$7108

$79.96

$38.70

State Fleet ertz

Budget*

$61.59 $69.06

$57.99

2 I I

I $46.08

State Fleet Hertz Budget* Avis* Enterprise

34



Administrative Cost Per Member 3 3
A benchmarking analysis by Cost Effectiveness Measurement, Inc., $55 §§Z $5V'
found that in 20006, the Retirement Systems operated at the fourth
lowest cost per member among the 14 peer pension plans in the Mﬂe

analysis. The Retirement Systems' cost trend has remained steady in
comparison to continual increases among similar systems. This is
indicative of the division's efforts to operate efficiently and effec-
tiVCly. T T T T T T

2001 2002 2003 2004 2005 2006

|—I—Retirement Systems e=jfj==Median Cost for Similar System |

97.73% 97.57% 98.16% 96.52%

Stakeholder Satisfaction
While stakeholder satisfaction levels remained very high, satisfac-
tion levels declined slightly from the prior fiscal year. The decline in
retiree satisfaction was negligible and the 1.64 percent decrease in

employer satisfaction most likely was reflective of implementation 20

of employer and employee rate increases and supply chain issues 0

that wete resolved through new processes. Next year's data will Overall Retiree Overall Covered
provide more trend information for a mote detailed analysis. Satis faction Employer Satisfaction

|.2005-2006 B2006-2007 |

Call Center Wait Time in Minutes
This chart shows the average time it takes for a caller to reach a
retitement consultant. The Customer Service Call Center expeti-
enced a higher than usual incoming call volume for FY07 (20,833
more calls as compared to FY06), in addition to increased complex-
ity of calls (Layman Lawsuit, PPA) which resulted in a longer wait
time.

A ——F— T T

FY99 FY00 FY01 FY02 FY03 FY04 FY05 FY06 FY07

Customer Intake Center

Wait Times in Minutes a0 9\

This chart shows the average in-office wait time to meet with a 25 -

retirement consultant for a 1-on-1 counseling session. The average 20

wait time for FY07 is 8 minutes (with or without an appointment), 15

which is comparable to the FY06 wait time. The number of cus- 10 1

tomers received by the Visitor Center remained constant for 5

FYO07. 0 w

A N L

=== \\ithout Appt =—=@==Wijth Appt ‘
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Average Cost Per Minute for CIO-Provided

Long Distance Service
The Division of the State Chief Information Officer
reduced the cost of long distance services three times during the
past six fiscal years.

CIO Service Desk First Call Resolution
Call resolution is defined by the Information Technology Infra-
structure Library (ITIL) as the "First Time Fix Rate" which is a
commonly used metric that measures the proportion of incidents
resolved at the first point of contact between a user and a service
desk without delay or referral.

State Data Center Mainframe
Cost and Capacity
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CIO Setrvice Desk Cost Per
Call

This cost model has been modified to

more accurately reflect CIO's conversion
from a traditional Help Desk to a Service
Desk as defined by Information Technol-

ogy Infrastructure Library best practices.

Note: Call volume includes both voice and
data customer calls to the CIO Help Desk.

IT Procurement

Return on Investment
For every budget dollar, ITMO returned
$27.59 in negotiated savings.

I |nitial Help Desk Cost Model

$30_00 - C— Modified Help Desk Cost Model
524 2 B [TIL Service Desk Cost Model
. —O— Gartner Workload P eer Group
$25'00 7 Peer Group Trend
el
$20.00 8
(O)
$15.00 1
$10.00 A
$4.79  $5.04
$5.00 -
$0.00 -
CIO Help Desk | CIO Help Desk | CIO Help Desk | ClIO Help Desk | CIO Service
FYO03 FYO04 FY05 FYO06 FYO07
$27.59
$11.43 $14.97

$10.71 $7.76 I

2002

-03 2003-04 2004-05 2005-06 2006-07
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Average Weighted Monthly Employee
Premiums Compared
to Regional and National Averages
Based on January 2007 enrollment

Rate increases pushed average employee health insurance premi-
ums above the regional and national averages. Rates have been
stable for the last three years.

Combined Employee and Employer Average
Weighted Premiums Compared to Regional
and National Averages

Together, the two charts on this page show that while overall insur-
ance premiums are lower in South Carolina than nationally, plan
members here pay a larger share of those costs than do public sec-
tor workers nationally

Generic Drug Share of
All State Health Plan Prescriptions

The use of generic drugs when available helps save money for both
patients and the insurance program. Plan design and educational
efforts have helped the SHP consistently increase the use of generic
drugs.

147 =T 147

South

National

South Carolina

2001 2002 2003 2004 2005 2006 2007

——South

National

South Carolina

2001 2002 2003 2004 2005 2006 2007

Goal: 60 %

9U.57%
47 1%

43.3%
ag 1o, 391% I I

2002 2003 2004 2005 2006

38



South Carolina Insurance Reserve Fund
Automobile Liability Insurance
Five Year Rate Comparison

The Insurance Reserve Fund regularly compares its premiums to $484 m:ﬁ m
data collected by the Insurance Service Organization, the prop-
erty and casualty insurance industry's leading supplier of statisti-
cal, actuatial, underwriting, and claims data. The IRF’s premiums
listed in this and the two following chatts continue to be well
below industry averages.

$820  $806  gg4g  $866  $866

2003 2004 2005 2006 2007

|—0—IRF+ISO|

= 3402
. . $466—~ §392  ¥3%8 s
South Carolina Insurance Reserve Fund - 5
Property Insurance 3
Five Year Rate Comparison 4
I ¢58 $84 $89 $88 $91
/; M — M
2003 2004 2005 2006 2007
e |RF el |SO
South Carolina Insurance Reserve Fund : $395
General Tort Liability Insurance & —$299 5298
Five Year Rate Comparison P 179
&
F $158 $ $179  $193
e $109 b & —/
E /
i

2003 2004 2005 2006 2007

——| R —l— S O

South Carolina Insurance Reserve Fund
Losses and LAE Resetrves to 8.87 p——— 8.79
Policyholder Equity

Goatl is 1o \

bea lower
DE1OW-Ct

This ratio is used as a primary measure of financial strength. When \
the range is no higher than 1.5, assets are sufficient to pay all in- 7 ‘/than 1.5

curred and projected obligations. Recent improvements are due to y

premium increases and positive claims trends. The ratio is deter- /

mined by an independent actuary who considered the risk exposure 1 \ 252
specific to the IRF. The cause of the increase in 2004-05 was the

temporary removal of funds that were later repaid. 2.81 \

1.16
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South Carolina Insurance Reserve Fund
Expense Ratio
Fiscal Year 2002/03 thru 2006/07

The expense ratio for an insurance operation is calculated by
dividing the operation's "operating expenses" by written pre-
mium. The Insurance Reserve Fund consistently operates with
much lower expense ratios than private property and casualty
insurance companies because it does not have marketing or
profit expenses.

Office of Local Government
Completed Projects as Percent of Total Cu-
mulative Funds Available in SRF

South Carolina converts its loan funds into facilities that meet
environmental, public health and economic development needs
at a faster pace than other states, both nationally and in the
Southeast.

State, School District and Local Government
Savings from Energy Office Projects,
in Millions
Cost savings to state agencies, school districts and local government

through implementing energy saving projects have resulted in cu-
mulative savings of $17 million since FY 2002.
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Percentage of Employee Grievances
Resolved Before Going to Grievance Panel

The Office of Human Resources works to resolve employment
disputes through mediation rather than formal appeals to the
State Grievance Committee. Increasing the use of alternative
dispute resolution results in constructive outcomes for South
Carolina, its state employees, and the employing agencies by
creating a forum where differences can be discussed in a non-
adversarial manner.

In 2005-06, a dispute settled in mediation cost $585, compared
with $5,111 if these same cases had progressed to the state griev-
ance committee. The state thus saved $162,947 by using alterna-
tive dispute resolution.

OHR Cost Per State Employee
in FTE Positions

This measure demonstrates how much it costs OHR to serve all of

state government of state government by spreading its costs over all

the FTEs in state agencies.

Office of Human Resources
Return on Investment

The Office of Human Resources continued to provide a very posi-
tive ROI in 2006-07. For every dollar spent on OHR services, the
organization returned $1.70 in 2006-07.

Office of Human Resources
Customer Satisfaction

A new data collection process was implemented in January 2003 to
collect more pertinent and timely information from OHR custom-
ers. A 5 indicates a strong positive response and a 1 indicates a
strong negative response.

72
I E Benchmar k 65%or gr eater

FY02- FY 03- FYO4-05 FY05-06 FY06-07
03 04

338.05

$55.62

$54.11 $54.23

| T T T T -1

FY02-03 FY03-04 FY04-05 FY05-06 FY06-07

$1.70
$1.64
I $1.58 E

2002-2003 2003-2004 2004-2005 2005-2006 2006-2007

4.67
440 436
I D E

JANO3 - 2003-2004 2004-2005 2005-2006 2006-2007
JUNE 03

$1.82

41



Savings by State Term Contract Process

State term contracts allow businesses to offer their best prices for
a good or service to all of state government for a fixed period of
time. Agencies use these contracts on an as-needed basis. By
pooling the state's buying power, state term contracts save agen-
cies millions of dollars annually.

Percent Reduction From Original Bid
Achieved Via MMO Cost Negotiations

The Materials Management Office frequently enters into negotia-
tions with firms that have been initially selected as the winning firm
in a state procurement. These negotiations save procuring agencies
millions of dollars each year. The amount saved fluctuates based
on the size of individual contracts and overall state procurement
activity.

Percentage Savings Via
State Term Contract Process

State term contracts allow businesses to offer their best prices for a
good or service to all of state government for a fixed period of
time. Agencies use these contracts on an as-needed basis. By pool-
ing the state's buying power, state term contracts save agencies
millions of dollars annually.

Materials Management Office
Customer Satisfaction

Customers are asked a variety of questions about the quality and
dependability of MMO services. Answers are given on a 1 to 5 scale
with 5 being "strongly agree" with a positive statement about an
aspect of service and 1 representing "strongly disagree."

$48,088,38

0
$35,642,546
$26,503,000
$14.,455,420
$8,502,320
T . T T T
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Health and Demographics Contracts,
Grants and Partnerships as a 57
Measure of Customer Loyalty

47 54

The Health and Demogtaphics Section of the Office of Research 44 — = A7 =

and Statistics forges partnerships with agencies and non-profit g -
organizations. This count includes 13 new contracts added dut-
ing 2006-07. The increase in partnerships reflects the increasing
use of information to improve service delivery and consistent
customer loyalty. Most contracts are with agencies that have
worked with the section previously. ! ' ' ' ' !

2002-03 2003-04 2004-05 2005-06 2006-07

South Carolina Orthophoto Status N

as of August 2007 /
o . A32
The Office of Research and Statistics continues to provide grants
and technical support to enable South Carolina counties to create /
highly accurate digital maps used for property ownership, taxa- /(22
tion and planning purposes. All South Carolina counties have — &19

now been reached via this effort. Better local maps enhance plan-
ning development and public safety.

2001-02 2002-03 2003-04 2004-05 2005-06 2006-07

Confederate Relic Room 16,450
and Military History Museum Attendance 14,786

Attendance at the museum has grown every year 11,184 12,298

since it moved to its new facility at 301 Gervais
Street. Note that 2002-03 represent 10 months of
operation due to museum relocation.

5,737
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